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With the development of decades of reform, the banking industry has made
remarkable progress. At the same time, the fluctuation of economic environment,
financial reform deepening, interest rate marketization and other factors, bring great
opportunities and challenges to the banking industry. In order to be able to do a good job
of transformation in the economic transformation period, improving customer service
quality, promoting the business innovation and service innovation, is the eternal theme
of the bank. In this paper, the main problems of research and analysis of X bank
customer service, and puts forward the improvement opinions and suggestions.
This paper consists of five parts. The first chapter is the introduction, mainly
introduces the research background, research framework and research purposes. The
second chapter is the theoretical review of customer service, this chapter introduces
the origin and development of service theory, and summarizes the concept and
definition of domestic and foreign scholars on the theory of customer service, provides
a theoretical basis for follow-up study. The third chapter is to introduce the customer
service of X bank, based on reviewing the development course of X bank, combined
with customer satisfaction data, summed up the main problems existing in current X
bank customer service. The fourth chapter is for X bank customer service proposals,
including service strategy, service organization, service technology etc. The fifth
chapter is the conclusion, summarizes the main content and view of this thesis.
In this paper based on the theory of customer service, summed up the main
problems existing in X bank customer service, including: strategy, hardware,
personnel and other aspects, and tries to put forward the improvement opinions and
suggestions. X bank as a member of the small and medium-sized city commercial
banks, the improvement strategies and measures for the service to other commercial
banks have a certain significance, provides reference for improving the service level
of commercial bank.














































































Session 1 Research Background················································································ 1
Session 2 Research Framework················································································· 6
Session 3 Research Purposes······················································································ 7
Chapter 2 Customer Service Theory Review······································ 10
Session 1 The Definition and Development of Customer Service······················10
Session 2 Customer Service Theory········································································12
Session 3 The Connotation and Characteristics of Bank Customer Service··· 18
Chapter3 Present Situation and Analysis of the Development of X
Bank Customer Service ······················································21
Session 1 Introduction of X Bank············································································ 21
Session 2 Development of X Bank and MajorAchievements····························· 22
Session 3 Investigation of Customer Service Satisfaction for X Bank·············· 24
Session 4 The Main Problem of Customer Service for X Bank··························31
Chapter 4 According to the Proposed X Bank Customer Service···· 38
Session1 Suggestions for the Strategic Problem·················································38
Session2 Suggestions for the Hardware Defects and Problems in the
Development of Homogenization·············································································41
Session3 Suggestions for the Lack of Comprehensive Talent Problem·············43




































2014 年 5 月 7 日美国经济杂志《福布斯》公布了 2014 年全球企业 2000 强
榜单，中国国有银行首次包揽前三位，中国工商银行连续两年独占鳌头，排在
第二位和第三位的分别是中国建设银行和中国农业银行。第一集团的地位被银











明，币别皆为人民币），比上年末增加 12.7 万亿元，同比增长 13.50%，增速
同比下降 0.56 个百分点；各项贷款余额 76.6 万亿元，比上年末增加 9.3 万亿
元，同比增长 13.80%，增速同比下降 1.76 个百分点（参见图 1-1）。从期限看，
人民币中长期贷款比上年末增加 4.6 万亿元，同比多增 1.7 万亿元，在新增人
民币贷款中占比 51.60%，比上年末高 16.5 个百分点；包含票据融资在内的短
期贷款平稳增长，比上年末增加 4.1 万亿元。分机构看，大型商业银行、城市
①





















《中国金融稳定报告 2014》数据显示，截止 2013 年末，小微企业贷款余
额 13.5 万亿元，占全部贷款的 17.62%，同比增长 13.70%，比同期大、中型
企业贷款增速分别高 3.3 个和 3.9 个百分点（参见图 1-2）。全年新增小微企
业贷款 2万亿元，占企业新增贷款的 43.50%，占全部新增贷款的 21.51%。截
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